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As a strategic goal, DGS 
Records Management Divi-
sion (RMD) makes a con-
stant effort to provide stellar 
Customer Service through-
out the broad spectrum of 
services we provide to our 

agency customers.  We 
monitor our success and recognize the value of our effort through annual Customer Satisfac-
tion Surveys.  These surveys are sent to state agencies to be completed confidentially and 
returned to RMD for analysis and reporting.    
 
For 2007 we introduced an interactive electronic survey, able to be completed and returned 
to RMD by email for convenience as opposed to mailing which reduced cost , processing, 
and completion times.  Interactive electronic surveys are a hit, so future surveys will also be 
produced in this manner.  We will continue to review our survey’s content and effectiveness 
and will implement appropriate modifications  to its content and format as needed.   
 
Functions of the Records Management Division represented in this survey include Publica-
tions Management, Micrographics, the Analytic Section,  Forms Management, and storage 
related Operations.  The overall rate of Customer Satisfaction is 91% satisfied.  The survey 
represents the views of 32 participating agencies.   A 91 % satisfaction rate represents sig-
nificant progress over the previous year’s 70%.  As the questions posed by the survey were 
“function specific”, it is clear that significant progress has been made over the past year in 
meeting an important strategic objective.  The staff and management at RMD have worked 
hard to improve our service, and we are heartened that our progress is noted and applauded 
in our current rating.  Outstanding customer service to our state agencies is our business and 
our goal.  The survey statistical results may be viewed on pages 2-8 of this newsletter.                                         
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Records Management Division
Customer Survey 2007

Records Management Division Customer Survey 2007

Records Center Operation 91%

Records Analysis Section 92%

Forms Management Section 95%

Micrographics & Imaging Section 86%

Publications Authorization Program 93%

Overall Satisfaction 91%

Participating Agency Count 32 64%

Participant Count 41 40%



Records Management Division
Customer Survey 2007: 

Agency Participation Count
AgencyName Count

Board of  Probation & Parole 1
Comptroller of the Treasury 1
Dept. of Children's Services 1
Dept. of Economic and Community Development 1
Dept. of Education 1
Dept. of Environment and Conservation 1
Dept. of Executive 1
Dept. of Finance and Administration 3
Dept. of Financial Institutions 1
Dept. of General Services 2
Dept. of Human Services 2
Dept. of Labor & Workforce Development 2
Dept. of Mental Health and Developmental Disabilities 2
Dept. of Military / TEMA 1
Dept. of Personnel 1
Dept. of Revenue 1
Dept. of Safety 2
Dept. of Tourist Development 1
Dept. of Transportation 2
Dept. of Treasury 1
TN Advisory Commission on Intergovernmental Relations 2
TN Board of Law Examiners 1
TN Bureau of Investigation 2
TN Commission on Children and Youth 1
TN Corrections Institute 1
TN District Attorney Generals Conference 1
TN District Public Defenders Conference 1
TN Higher Education Commission 1
TN Human Rights Commission 1
TN Student Assistance Corporation 1
TRICOR 1

Number of Participants 41

Number of Agencies 32



Records Management Division
Records Center Operation Survey 2007

r
1. Telephones are 
answered promptly 
and professionally

2. Records transfers 
and storage are 

handled quickly and 
efficiently

3. Records scheduled 
for storage are picked 

up as promised

4. Rate the Records 
Management 

Application( Foremost) 
ease of use

5. The Records 
Management staff are 

eager to help you with you
inquiries

 
6. Your overall working 

relationship with the 
Records Center staff

7. Is the information on 
the Records 

Management Web site 
useful to you?

Count Count Count Count Count Count Count
1 Very Dissatisfied 1 1

3 Satisfied 2 1 1 3 1 2 2
3 5 5 6 3 2 3

5 Very Satisfied 18 11 10 7 17 15 10
24 18 16 16 21 19 15

91%
120 90 80 80 105 95 75
109 79 73 68 100 89 68

7 91% 88% 91% 85% 95% 94% 91%



Records Management Division
Records Analysis Section  Survey 2007

9. The Records 
Analyst assigned 
to your agency is 

very helpful

10. RDAs (Record 
Disposition 

Authorizations) are 
processed in a timely 

manner

11. Suggested 
changes for RDAs are

clearly explained to 
you and your staff

 

12. Rate your 
overall working 
relationship with 

the Records 
Analysis Section

Count Count Count Count
1 Very Dissatisfied

3 Satisfied 3 2 1
4 7 9 5

5 Very Satisfied 22 12 12 19
26 22 23 25

92%
130 110 115 125
126 97 102 118

4 97% 88% 89% 94%



Records Management Division
Forms Management Program  Survey 2007

14.Requests for forms 
approval are processed in 
a professional and timely 

manner

15. Questions and 
inquiries are responded 

to quickly

16. If problems 
occur, they are 
solved promptly

17. Rate your 
overall working 
relationship with 

the forms 
Count Count Count Count

1 Very Dissatisfied

3 Satisfied 1 1 1 1
3 4 6 2

5 Very Satisfied 20 19 17 22
24 24 24 25

95%
120 120 120 125
115 114 112 121

4 96% 95% 93% 97%



Records Management Division
Micrographics Section Survey 2007

23. Micrographics 
requests are 

processed in a 
professional and 
timely manner

24. Questions 
and inquiries 

are responded 
to quickly

25.  If problems 
occur they are 

solved promptly

26.Rate your overall 
working relationship 

with the Micrographics 
staff

Count Count Count Count
1 Very Dissatisfied

3 Satisfied 2 1 1 4
2 3 3 4

5 Very Satisfied 4 5 5 4
8 9 9 12

86%
40 45 45 60
34 40 40 48

4 85% 89% 89% 80%



Records Management Division
Publications Program Survey 2007

18. Publications requests 
are processed in a 

professional and timely 
manner

19. Questions and
inquiries are 
responded to 

quickly

 
20. If problems 
occur they are 

solved promptly

21. Rate your overall 
working relationship 
with the publications 

staff
Count Count Count Count

1 Very Dissatisfied
1

3 Satisfied 3 2 1 2
4 4 5 4

5 Very Satisfied 17 18 17 18
24 24 24 24

93%
120 120 120 120
110 112 110 112

4 92% 93% 92% 93%
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